-+

PROJECT : ELARA (Lube Change - FINAL 2012)

1

4

 PROJECT: ELARA - Lube Change.

SERIAL NO.

313 |1

PN
Pan Arab Research Center w

DC—’U\A) Emarat / O &3/ 5S4 Eppeo / Enoc / IZ 4l Adnoc

SHOPPER CODE DATA ENTRY EDITING CSA SR. #
‘ Name Number Name Number | Name Number
195 2- 2 SOie - Badiu 2 oy (‘O«\A‘\' (Go(ﬂ 'Ltséii}\o ‘LOI |
Gender Height Built _ [Spectacle] Beard | Mustache| Ethnic Groups
M]F [TIMIs]T [MJF [Yes[No {Yes No | Yes [ No [Indian [Pakistani]Filipino [Expat. Arabs] Others:
FOoOROORORORORO K O 0O O O
EMIRATE V;zztlz:‘ AbuDhabi |  Dubai Sharjah Al Ain g’l"‘;v“a::' Ajman Kﬁzism/:h Fujairah
SITE ID Month Date Amount (Dhs) # of vehicles # of staff Time In Time out
STzl dalvlalelz L o2 ooz wbs
07:00- | 10:01- | 13:01- | 17:01- | 20:01- Saturday | Sunday | Monday | Tuesday | Wednesday | Thursday | Friday
TIME OF | 10:00 | 13:00 | 17:00 | 20:00 | 24:00 |DAYOF
vISIT i ] O] 0 O vISIT O Il O O O O
1. APPROACH AND CLEANLINESS <43Ua 4 g_abﬁ?\ A
Scores Critical Areas Tuludl) it Lai
YES o o
1. Was there proper sign to the Lube no [ g dihie e AYalldaaljiaddia gl s 1
changing bay? Sy 3l i
na D sy
‘ YES s
3 2. \é\:;:;gzétébe changing area clean and NO D NI T SVPE TR CICNE RPHPT ke cdS s 203
na [ by
ves [ ) )
4|3 Was there any oil leaking and fallng on g Se ae sl gl Al gls da 3 4
to the floor of the lube bay ? . Sy 3l s Adkaia 8 Y
nA [ sy “
ves ]
21 4. Were the waiting area and table clean?  NO O ¥ Saggkas A glall y HUsuYl dadaie S a4 12
wa [ sy
o y YES o
2 5. \\ilvoads(ihhge?telewsnon in the waiting room NO D N ¢ Ly A e b Jams 5l S Js 5|2
B wa [ s
ves B & . s
6. Was the board displaying complimentary ] q Aali lgle et Alas M enlS s 6
services neat and clean? ) hauda g At pe Agilaall Sleasll
wa O sy
2. GREETINGS AND INITIAL CHECKS AW sl g qua A2
[Scores Critical Areas FIRI LIV POA | L]
3| 7. Was there any delay in approaching ves [ px sl 8 Gl dia g8y 7 3
customers? no X N ol N sas Cala gall
8. Were you greeted in a friendly manner ~ YES px b)) A3 da kb o fll s 8
(pleasant feeling)? Nno [ N § (ke
S PRy -GN I A P YO dela ;Y
5| If no, please describe behavior: Was it Lf te ﬁ . J‘j\; . jil\?j N Jﬂ ‘15
arrogant, without any expression, normal C ke S P
etc..... £..&
+ 1 +
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Scores Critical Areas L) Ll PATHI]
9. Did he guide your vehicle for positioning YES ; Lall Sl I ol b il o) G

3 at the stopper and asked you to switch & ‘* :,_: 1? 0. ‘5‘}&“ uﬁa R \f}l ¢ \.:\; 9 3

the engine off? No [J ¥ T el ik = 5 5 jbndl alan
10. When asked by customer, was the m Cote O A et il gall Jgu Latic 10
. YES axd U o e | o .

5 attendant kpovyledgeable of dlffergnt ol il gy 3 cla s /E‘Jj‘ s oo 5
grades of oll, filters and their relative NO D y o ;‘ )
benefits? Tleia JS 24 g

YES i .. .

4| 11. Did he offer the waiting area to you? NO g “: SABEYI A8 e 4 Y elle jase Ja 11 (4

4| 12. Did the staff thank you as you were ves N pa 5005 S L Sy Calh el A o 12 |4
leaving? Nno [J N o Sy ¢ .

3. APPEARANCE AND BEHAVIOR OF STAFF raeSslug Cpiligall ek 3

Scores Critical Areas Ll el PAHY

. YES [
3 13. Z\:](ajsﬁt(;mye?umform of the attendant neat NO D Y fL ey Gl el il gl G S Ja 13 3
NvA [ sy
ves [~ :

3| 14. Was the attendant wearing visible no [] B8y (o0 50 250 sl i gl S Ja 14 3

nametag? . ‘ ;7 3a 50 dansl Lelle
N/A % Sy ovd @d g oo -
YES ax ..
3| 15. Was he able to communicate with No [ q o deal sl e 108 Cala gl IS Uy 15 3
customer? sl
nA [ sy
YES [ =
4| 16. Was staff courteous / friendly? No [ y fladal/l s b gl S o 16 |4
A [T sy
4. SERVICE el 4
Scdres o T Cr}ticalArea-s ) N A_;..‘L...\J} GTYL,;J! ) b&m
\ -. 23S o oy @il il pall G b g
17. Did attendant check whether you need (ES M o w uu)a-d P ud}d ﬁ : !
3 top up or complete oil change? =0 o ol D LR Flas s 3
P up orcomp ge: No [ Y ¢Sl

5| 18. Did attendant check with you whether YES [ 5 S 1 Lad i il sl 33 Ja 18 3

only oil is to be changed or oil with fiter? o O y € A s N B sy gl s
19. Did he check using gauge the quantity ~ YES [ o ey o (5 slea Ll il JB Ja 10

3 required to be topped up and informed A S S e all s 3

you? no [ Sy Sl Ll
w3l o e el il all G s D

3 20. Did the attendant check for oil leakages YES ol wjjft: N s }{ij s 0 3

under your car from filter and drain bolt? No [J N SRy RO
Ty i
21. Did the attendant drain the used oil YES o Jenieall 30 IS i Calasall A8 s 29

3 3

completely from your car? Nno [ ¥ Sl Hlaw (e
22. Did he ask whether you want the engine  YES A P A el dae by e o elil Ja 22

2 . 2
to be flushed and did it if you agreed? Nno [ N fliadl g Jla 4l

3| 23. Did the attendant fill the correct grade as  YES K] ad <ol Aa yfe 5 Adlaly il gall A Ja 23 3
you requested? Nno [ N il Al dsgaall

2
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Scores Critical Areas FEWEOW, (LN EOL sl
24. Did he request you to start engneand  ygs P ot 4S5y el yaal Jpdiy sl o hie colla da 24
3 leave it running for one and a half ERAPYRA et . 3
minutes? no [J 3 faady Ads 2add Jolidl) Als
3 25. Did t_he.attendant ensure that the carter YES o ufﬁ);ﬁﬁéj\}i;hjfﬂ 25 3
bolt is tightened and there are no leaks? NO D N * ey sl
26. Did attendant carry out the following Ll e sadll ol b cabasall JB s 26
complimentary checks: Al
ves ]
31a. Battery Water top up NO I:] N Ay el ele dilial 31a.
A [ shuy
ves K =
31b. Coolant Water top up NO O Yy coolant/2 el sle dil) 31b.
nva [ sy
ves I = .
31¢. Auto Transmission Fluid top up NO D b} ISl s JLP L_UJ QLA 3te.
(0 sianil yill)
na [ shay
ves I o
31d. Brake Fluid top up no [ y el ey dlal 31d.
na [ ssuy
ves I
31e. Gear Oil top up no [ Y ool mllcyydial 3t
wa O sy
YES o
31f.  Air filter cleaning no O Y sl ks 31F.
nA [ ahuy
ves A =
31g. Wiper Water top up NO I___] N Fla el ele Al 31g.
na [ sy
ves il =
31h. Clean engine using air gun Nno O Y elsedl e alasiy o el il 31h.
N L s
3 27. Were any of your questions related to ;is }Xj] | ": Alaiall il (e g U_X:. 5&'4\4}4’\ u».\ S 27 3
lube change answered? vl ol Aglen
NA 1 abuy '
v . . ) iy .
3 28. chig ér;er ilaff place the mileage sticker in :IE(E)S ‘”; Ai;;j:tj:@ﬁjl;ﬁ 28 3
' na O sesy £ jbdl
ves [ =
4| 29. Were you offered a receipt voluntarily? ~ NO E b ehkaal Wl Jua s Slle (e Ja =%
va O sy oA | k?
5.  REST ROOMS AND MOSQUE anaaall g (alaadl [l 53) A1 0 i L5
Scores Critical Areas Tl c¥laall Jataily
30a. Were they adequately stocked with all ves B 25 pall e Slinsall waeny B jee S Ja 303 3
necessary supplies such as soap? NO D ¥ S sall Jia
nA [ @iy 25
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necessary supplies such as paper towels?
(paper towels are not required where fully
operational hand dryers exist)

no Oy
NA Y Gy

4 +
Scores Critical Areas Lol @l Llail
ves Kl w5
30b. Were they adequately stocked with all 0 P; A5l il el aan 5 3¢ culS b 30b
necessary supplies such as toilet tissue? NO Sl il (5,99 Jie
NA [ gy
30c. Were they adequately stocked with all ves [] i s all e il arans 3 jeae ilS Ja 300

e48 ol ddiliall (Jia
Glidae 35 Yo Alhe e 38 ) 5l Catliall)
(A Al

31a. Were sinks clean? YES N i Lo M%“ df'ul uls d“. 31a
require comment when marked ‘No’ no [ ¥ sl oy YT e il 1)
NA [ Gy
31b. Were mirrors clean? YES m g L. ik ‘:"b‘n @\S dh. 31b
require comment when marked ‘No’ no [ ¥ A o MY Y s 1y
NA [ sy
31c. Were hand dryers clean? YES E p . MJM 95;._,‘\1\ uum uls Lh. 31c
3 require comment when marked ‘No’ no [ ¥ sl o YT ) s 1) 3
NA [ gy
31d. Were dispensers clean? YES M p vm Osheal uLuSLA uls dﬁ. :31d
require comment when marked ‘No’ no [ ¥ Gt RE ST N
NA [ sy
YES pas
31e. Were toilets and urinals clean? NO D v Phadas Fortl) Ll S Ja 31 e
NA [ ghuy '
32a. Were doors clean? YES m ¢ . ik ;‘fb'm — d‘ﬁ‘ -32a
require comment when marked ‘No’ no [ ¥ ao Al e MY e ) il 1y
na [ gy
YES o
32b. Were walis ciean? No y ik glanll Gl s 32b
NA [ sy
ves Kl
32¢. Were ceiling clean? Nno [ Y fdpal sl S s 32¢
Nna [T sy
ves ]
2| 32d. Were venls clean? MO D ¥ fadgdas Mlall cilS s 324 | 2 |
) mAa O gy
32e. Were floors clean? YES IZ] o L. s uh’aﬂlwg V‘b. -32e
require comment when marked ‘No’ no [ ¥ Tl o MY ALY cals 1
e —— . na [ Gy
vEs X o
32f. Were baseboards clean? nvo [ v AL Sl - ) Ll 1,50 S s 30f
NA [ ghyy
YES Il
32g. Were grout clean? no [J ¥ feaas LU (IS s 329
| NA [ sauy |
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Scores Critical Areas PRI L PN Jadsty
A%
33a. Were trash containers clean? no [ ¥ aaula; Aaladll il sla @S Ja 33a
) NA [ aduy )
YES ] oo
33b. Were trash containers not overflowing? NO D b $haild e Aaladll Clysls cil€ ds 33D
NA [ sy
ves [ o .
2 34. Was the restroom smelling clean & NO D N Sl ) Loinia g Aiplal pleal) Aadl ) ulS da 34 )
fresh (without any offensive odor)? Spleall A gy S Al
NA [ oy
H Jand slaall "1'%;4!,.‘1,_"\5&,
35. Were all the facilties inside the ves B il A S 35
restroom in good working condition? . . e
2 require comment when marked ‘No’ no [0 v gl 2 YT ALY s Y 2
NA [ ey
X ; €(5) caukai aasdl AclE 5 e S
36. Was the Mosque premises clean? YES el ( ). ;;l\ ) ..:; LLL;;M'L?\S%T 36
2 require comment when marked ‘No’ Nno [ Y TPt A g s 2
L na [ ahuy
Comments: rUaadlall [ galail)
FOR OFFICE USE ONLY 1a8d iisall PAREN T
Alysalf T8 JEEHTRIS RN
0 ? P e
o ACTUAL SCORE Maximum | Cvaluation: sl
Approach and Cleanliness Aataall ol 1
Greetings and Initial Checks AN sl s 12
Appearance and Behavior of als sl u
Staff Onabs sl Sy edaa 13
Service iaxall (4
Cleanliness - Restroom and ilalastl — a3l 5
Mosque Anaall 5
TOTAL £ saaall
+ 5
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| SERIAL NO.

| [3]3]1
NAHEL S/5-658
SWETHAN —ALHAYER ROAD
ADNOC DISTRIBUTION
AL A
DESCRIPTION QTY  PRICE TOTAL
Voyagrsilverdl 1,00 63.00 63.00
TOTAL 63.00
CASH PAYMENT 63.00

You were served by Operator 1
DATE 18/09/2012 08:13 T1 82 01 1743

THANKS FOR SHOPPING. .







